APPENDICES

	Survey Findings

	General information/Demographics
	Survey Data (% Responses)

	
	
	Teleworkers
	Managers of Teleworkers

	· Consistent with the study’s intended survey participation, most teleworker respondents telework: 

· 1-2 days per week
	1-2 days/wk
	65.2
	n/a

	· 
	3-4 days/wk
	13.6
	n/a

	· 
	5 days/wk
	11.3
	n/a

	· 
	>Once/pay pd
	1.2
	n/a

	· 
	Once/pay pd
	8.7
	n/a

	· On a regular schedule
	Regular/ recurring 
	71.0
	n/a

	· 
	Ad hoc/as needed
	29.0
	n/a

	· Most can perform “most” or “all” of their work activities when teleworking
	All
	44.0
	21.6

	· 
	Most
	47.1
	56.4

	· 
	Some
	7.1
	18.6

	· 
	A select few
	1.8
	3.5

	· Most teleworkers need access to basic files, applications, etc.
	Email
	95.1
	97.9

	· 
	Information on agency servers
	83.3
	85.0

	· 
	Files on office computers
	75.9
	81.5

	· 
	Time and Attendance
	44.6
	41.8

	· 
	Other
	n/a
	10.0

	Equipment/services
	Survey Data (% Responses)

	
	
	Teleworkers
	Managers of Teleworkers

	· Equipment and services teleworkers most frequently use include:

· Applications software (e.g., Microsoft Office)

· Internet access

· Computer (Laptop used more frequently than Desktop)

· Printer

· Cell phone or extra telephone line
	Applications software
	95.9
	96.5

	
	Internet access
	90.5
	87.5

	
	Laptop 
	73.3
	73.7

	
	Printer
	57.5
	53.3

	
	Desktop
	44.7
	48.0

	
	Cell phone
	44.2
	36.4

	
	Extra telephone line
	37.1
	33.9

	
	Copier
	26.1
	16.6

	
	Repair/ maintenance of government equipment
	24.6
	37.2

	
	External Disk Drive
	21.5
	19.0

	
	Fax
	21.4
	17.9

	
	Repair/ maintenance of own equip.
	16.9
	12.1

	
	Scanner
	14.1
	10.8

	· Equipment and services most frequently provided* or fully funded by Government include:

· Laptop

· Applications software (e.g., Microsoft Office)

· Repair and maintenance of Government-owned equipment

*May include refreshed equipment
	Laptop
	73.5
	80.7

	· 
	Applications software
	71.6
	76.5

	· 
	Repair/ maintenance of government equipment
	66.2
	73.2

	· 
	Printer
	32.1
	36.0

	· 
	External Disk Drive
	26.5
	33.6

	· 
	Internet access
	25.7
	30.1

	· 
	Cell phone
	23.9
	29.2

	· 
	Copier
	18.7
	19.0

	· 
	Fax
	18.5
	20.2

	· 
	Scanner
	16.0
	19.2

	· 
	Desktop
	15.4
	20.7

	· 
	Extra telephone line
	14.5
	17.0

	· 
	Repair/ maintenance of own equip.
	2.5
	4.3

	· Most teleworkers need continuous Internet connection to a “Very Great” or “Considerable” extent
	Very Great
	51.5
	46.7

	· 
	Considerable
	20.6
	26.3

	· 
	Moderate
	15.6
	15.6

	· 
	Limited
	8.7
	8.1

	· 
	Not at All
	3.3
	3.0

	· Greatest equipment/service needs (largest difference between “needed to a very great/considerable extent” and “available to a very great/considerable extent”)

· Fast, reliable network connection (e.g., Broadband)

· Fast connection to agency applications

· Easy access to data files located at the office

· Ability to read and open files from others (e.g., email attachments) 
	Fast, reliable network connection
	16.6


	27.4

	· 
	Fast connection to agency applications 
	14.8


	23.3

	
	Easy access to data files located at the office
	11.7


	21.6

	
	Ability to open and read files from others
	8.5


	13.8

	
	Compatibility between software on telework computer and office computer
	4.3
	8.6

	
	Protection from computer viruses
	4.7
	8.3

	
	Access to technical support
	2.8


	9.6

	
	Large computer disk space / memory
	-2.5
	0

	· Most believe that the equipment and services available enables telework to a “very great” or “considerable” extent
	Very Great
	54.3
	48.7

	· 
	Considerable
	22.4
	27.3

	· 
	Moderate
	11.1
	12.6

	· 
	Limited
	8.7
	8.5

	· 
	Not at All
	3.6
	2.9

	Technical Support
	Survey Data (% Responses)

	
	
	Teleworkers
	Managers of Teleworkers

	· The majority of teleworkers primarily contact the help desk for problems
	Help desk/Technical support
	84.7
	83.1

	· 
	Colleague
	6.4
	3.1

	· 
	Other
	6.0
	1.3

	· 
	Manager
	1.5
	5.5

	· 
	Telework coordinator
	1.4
	1.1

	· 
	Don’t know
	n/a
	6.0

	· While many report that the support available enables telework to a “very great” or “considerable” extent…

· A considerable minority of teleworkers report that the support enables telework to “a limited extent” or “not at all”
	Very Great
	37.1
	35.1

	· 
	Considerable
	24.6
	28.3

	· 
	Moderate
	16.2
	17.8

	· 
	Limited
	15.2
	12.2

	· 
	Not at All
	4.4
	2.1

	· 
	Not Applicable
	1.6
	0.4

	· 
	Don’t Know
	n/a
	4.1

	Security
	Survey Data (% Responses)

	
	
	Teleworkers
	Managers of Teleworkers

	· Almost half of teleworkers and managers report that security issues were a “very great” or “considerable” factor for granting/receiving approval to telework 
	Very Great
	30.1
	26.9

	· 
	Considerable
	16.9
	18.1

	· 
	Moderate
	14.0
	14.0

	· 
	Limited
	14.8
	18.6

	· 
	Not at All
	20.6
	16.2

	· 
	Not Applicable
	3.5
	1.6

	· 
	Don’t Know
	n/a
	4.5

	· However, the majority also reports that security-related issues restrict the ability to telework “to a limited extent” or “not at all”
	Very Great
	5.9
	6.6

	· 
	Considerable
	4.8
	7.6

	· 
	Moderate
	10.4
	13.4

	· 
	Limited
	25.1
	34.8

	· 
	Not at All
	50.8
	33.6

	· 
	Not Applicable/Don’t Know
	3.0
	4.0

	· Most respondents report that teleworkers use security applications, such as VPN and Firewall, to a “very great” or “considerable extent”
	Very Great
	53.9
	39.4

	· 
	Considerable
	12.7
	15.6

	· 
	Moderate
	7.9
	7.6

	· 
	Limited
	8.2
	9.8

	· 
	Not at All
	12.9
	8.9

	· 
	Not Applicable/Don’t Know
	4.4
	18.6

	· Most teleworkers report that they encrypt files “to a limited extent” or “not at all”
	Very Great
	7.2
	5.3

	· 
	Considerable
	6.5
	4.7

	· 
	Moderate
	8.8
	6.0

	· 
	Limited
	16.3
	18.6

	· 
	Not at All
	52.2
	36.7

	· 
	Not Applicable
	8.9
	n/a

	· 
	Don’t Know
	n/a
	28.6

	· Approximately one-third of teleworkers do not use authentication hardware

· Smart cards/Smart tokens are the authentication hardware used most frequently

*”Other” responses mostly referred to passwords, firewalls and VPN, which are security  procedures / applications, rather than authentication hardware
	Don’t use authentication hardware
	31.3
	36.8

	
	Smart cards/Smart tokens
	14.9
	19.1

	
	Other*
	11.3
	11.0

	
	Certificate/PKI
	6.5
	14.0

	
	Fingerprint readers
	0.2
	0.3

	
	Eye scanners
	0.0
	0.0

	
	Don’t Know
	n/a
	23.7

	Costs
	Survey Data (% Responses)

	
	
	Teleworkers
	Managers of Teleworkers

	· Equipment costs were a factor for approval of telework to a “limited extent” or “not at all” 
	Very Great
	6.6
	5.6

	· 
	Considerable
	6.3
	5.8

	· 
	Moderate
	8.8
	9.5

	· 
	Limited
	16.4
	21.8

	· 
	Not at All
	54.2
	49.8

	· 
	Not Applicable/Don’t Know
	7.7
	7.5

	· Service costs were a factor for approval of telework to a “limited extent” or “not at all” 
	Very Great
	4.0
	3.9

	· 
	Considerable
	3.9
	3.2

	· 
	Moderate
	6.3
	6.3

	· 
	Limited
	14.7
	17.2

	· 
	Not at All
	62.8
	60.8

	· 
	Not Applicable/Don’t Know
	8.3
	8.6

	Training
	Survey Data (% Responses)

	
	
	Teleworkers
	Managers of Teleworkers

	· Training is not considered to be overwhelmingly effective or ineffective in terms of providing teleworkers the information they need to telework

*The “Not Applicable” responses may indicate that the training provided was not applicable to telework, indicating that overall training does not provide the information needed for telework
	Very Great
	18.9
	18.3

	· 
	Considerable
	17.7
	19.3

	· 
	Moderate
	14.9
	15.9

	· 
	Limited
	12.1
	10.7

	· 
	Not at All
	8.7
	7.1

	· 
	Not Applicable*
	27.7
	18.1

	· 
	Don’t Know
	n/a
	10.7

	· Teleworkers report that they have not received much training, but managers perceive that training occurs more frequently
	Installation of Computer Equipment
	17.6
	48.7

	· 
	Installation and/or Use of Software
	28.2
	31.2

	· 
	Operation of Computer Equipment
	34.4
	41.1



	· 
	Use of Virus Protection Software
	30.5
	38.2

	· 
	Proper Use of Passwords
	51.8
	58.9

	· 
	Protection of Agency Information while Teleworking
	46.1
	50.9

	· 
	I have not received any IT training related to telework
	34.3
	22.0

	· 
	Don’t Know
	n/a
	9.6

	Expansion of Telework Program
	Survey Data (% Responses)

	
	
	Teleworkers
	Managers of Teleworkers

	· Teleworkers and managers report differing favorability to expanding telework 

· Most teleworkers report “very great” or “considerable” favorability

· Managers’ views are more mixed
	Very Great
	63.8
	27.6

	· 
	Considerable
	19.0
	15.4

	· 
	Moderate
	11.1
	19.8

	· 
	Limited
	3.9
	52.6

	· 
	Not at All
	0.7
	16.3

	· 
	Not Applicable/Don’t Know
	1.5
	1.0

	· Greatest challenge of expansion is perceived to be program management and coordination 
	Program Management and Coordination
	35.1
	45.3

	· 
	Performance of Organization’s IT infrastructure/network
	19.1
	14.5

	· 
	Availability of Adequate Funding
	16.2
	14.3

	· 
	Performance of User IT Equipment and Services
	13.3
	10.6

	· 
	Other
	9.0
	7.5

	· 
	IT Security Issues
	7.3
	7.8

	· Greatest benefit of expansion – no front runners*

· Higher productivity most frequently cited by teleworkers

· Greater employee work/life balance was most frequently cited by managers

· Environmental benefits and increased work/life balance were frequently cited by both teleworkers and managers

* Considering the survey data and open-ended comments, findings show that many people believe there are multiple, interrelated benefits to expanding the telework program.  Others (primarily managers) believe there is no benefit.
	Higher Employee Productivity
	33.4
	18.0

	· 
	Greater Employee Work-Life Balance
	22.4
	24.1

	· 
	Reduced Traffic and Related Environmental Pollution
	21.3
	23.7

	· 
	Improved Employee Morale
	12.8
	22.2

	· 
	Other
	5.3
	5.5

	· 
	Enhanced Ability to Recruit Competitive Applicants
	4.9
	6.5


Focus Group Findings

Telework coordinators were asked introductory questions to garner an understanding of their roles within their organizations
· Most Agency Telework Coordinators have a similar role in their organizations, including common tasks such as: writing/revising agency-wide policy, collecting data for OPM's reports, providing information and guidance to component telework coordinators who then administer the telework program on an operational level

· I wrote the policy for my organization, help managers understand what they are allowed to spend their appropriated funding on (e.g., phone line, broadband, etc.), also help clarify what authority exists for managers (e.g., to mandate or deny telework).

· I'm the only telework coordinator for my very large agency.  I work to get the information for the annual OPM survey.  I field lots of questions from employees, but I don't get involved with the operational issues.  I'm also in the process of writing our telework policy.

· Component-level Telework Coordinators implement policy at the component level, answer questions from employees and managers, and generally handle the operational issues of the telework program

· I answer questions that employees and managers have, clarify policies and regulations,  I am trying to gather information on teleworkers - who is teleworking on a regular vs. intermittent basis

Participants also provided insights into the prevalence of teleworking within their organization
· Data collection on telework participation numbers is challenging due to changing "official" definitions of teleworker and the lack of automated tracking system in most agencies

· It is a manual process to capture who is teleworking; managers and employees are not incentivized to report on teleworking; should allow time keeping systems to capture telework; if OPM asked for time keeping systems to track telework, it might make it easier to run automated reports

· We have been trying to get backdoor approach to track teleworkers through the payroll systems; OPM should encourage main table systems to track; Rep. Wolfe added language to bill related to tracking 

· Telework numbers are lower than Telework Coordinators would like, but they are gradually increasing

· We have seen increases in the number of participants every year we have been collecting data - not huge increases, but we do have increases

· There are practices that help promote telework effectiveness, including management support, and efforts to include teleworkers in work processes as if they were in the office

· I manage a staff of 8 people, and 7 of them are teleworking.  As a manager, I try to keep the connection going just as if they were in the office.  I also try to encourage others in the office to interact with them as if they were in the office.  In general, I just try to be supportive of the program, and I wish more managers in my organization would be supportive of telework
The implementation of telework policies varies across organizations
· Agency policy provides high-level guidance which is consistent across the agency; however, component telework coordinators are free to tailor the policy to meet the needs of their specific organization

· There is a department-wide policy, but we tell the components that they are free to tailor the policy to meet their needs.  The department-wide policy is more general and the component policies are more specific about the operational details.

· We issue policy department-wide, but our general rule for all policies is to issue general policy; we have implementing bodies at the local facilities, but we do not know how they incorporate policies into their implementation.

· The intense pressure for organizations to achieve 100% telework participation is not appropriate in some organizations, and it may result in inaccurate participation numbers being reported in order to avoid punishment

· Not all organizations will have 100% eligibility, it is just not feasible for some workforces - if you force managers to meet quotas, you're going to create artificial numbers.

· Ad hoc teleworkers should be included in the numbers of teleworkers. 

Telework coordinators were in agreement that IT infrastructure issues were not the largest barrier to telework
· IT is not the barrier to teleworking  

· The focus on COOP has actually helped create more of a focus on the needs.  While we're not fully integrating the two, but we are increasing awareness 

· Most applications are web-based and IT increased capacity of servers to handle remote workers

· Security is a concern for some organizations, but not all

· With contracting work, there are often concerns about security

· Certain agencies have security reasons that prohibit telework

· A few organizations deal with confidential information, but we've adjusted the work so employees do not work with that data when teleworking

· While most policies do not cover equipment and access (those decisions are left to the discretion of the organizations), equipment is still a concern for some organizations

· There has been a push to move towards a docking station model to respond to the need to provide new equipment…  The use of laptops has enhanced the ability to telework.  We have the ability to access email from any internet connection.

· Also, the question of telework equipment is an issue.  There is not a facility to go to for equipment - managers must determine who to provide equipment for, and if they provide it for one, then why not everyone else.  Then, it becomes a budget issue.

· By the nature of the work our folks do, many are working off site and traveling, we had invested in laptops to meet that mission and it turned out to be handy in the growing telework environment

Telework coordinators provided information related to the types of equipment employees need to telework…
· The more employees telework, the more equipment and services they need.

· Everyone can telework with limited equipment on an ad hoc basis; the more frequently you telework, the more you need; we need broadband; need access to files through VPN and security tokens

· For the average teleworker, the only needs are computer, email access, telephone, the files and applications needed for the work

· In practice, my teleworkers should ideally have access to all the information they would have in the office.  However, we have also identified some paper, telephone, or other non-computer based work they can do as a backup in the event of technical problems with the computer or remote access to information.

· At a minimum, employees need internet access, email, and access to voicemail

· Teleworking employees also need access to files and databases

… as well as what improvements would be necessary to support an expanded telework program
· Under an expanded telework program, departments are in agreement that it would depend on how often employees are teleworking and who is providing the equipment.

· It is dependent on how much people are teleworking - one day per week, you can still come into the office and use peripherals

· A massive expansion might put more of a burden on the help desk, so we might move to more standardization

· Some organizations agree that more new, standardized equipment is needed.

· We would need tons more equipment, because a lot of the equipment provided is outdated or surplus - in an expanded telework program, the current level of equipment performance would not be adequate.  Therefore, we would need more funds and access to up to date technology

· Provision of laptops or other options for the equipment for teleworkers.  Establish a list of the technical equipment and services that are needed so that people can set up their home office.

· Other organizations think the equipment is adequate, but the infrastructure would need to be enhanced. 

· I suspect that if the number of teleworkers were to increase, the infrastructure would have difficulty supporting the numbers.  I think we're ok equipment-wise. 

· In the area some teleworkers live, broadband/high speed connection is not available.  Greater access would be needed to support expanded telework program

Agencies vary widely with regard to whether they allow employees to use their own equipment, but agree on who is responsible for the equipment
· Some organizations require the use of government-owned equipment

· Must use government equipment - laptop and docking station; can use personal peripherals

· Other organizations allow employees to use surplus government equipment, or their own personal equipment

· Some bureaus use their own equipment, and others are allowed to use surplus equipment.  Some organizations have given the option for a laptop and docking station in the regular IT refresh cycles

· Security issues (HR, finance) must be answered by having helpdesk install firewall equipment on personal equipment

· If an employee signs a minimum security requirements form, they may use their own equipment

· Maintenance is only provided for government-owned equipment.

· Help desk service is provided for personal and government equipment, including login problems, software issues, and process questions.

Agencies also vary on the types of applications and databases that remote workers can access
· Most teleworkers have access to email, and many have access to Time & Attendance systems

· Teleworkers have access to the basics like time/attendance, email, travel system

· Access to databases and files depend on the nature and the content of the work

· Most applications are web-based - email, files from PC, can be accessed.  Very few databases are restricted (e.g., due to security and licensing issues) - teleworkers just don't work on those databases while teleworking.  Teleworkers are set up to access the files they need 

· Additional applications and database access depends on how often employees telework and what the nature of the work is

· It depends on how much they telework; if you have an HR employee who teleworked more than one day a week and they couldn't access payroll system, they wouldn't be able to telework.  Teleworkers doing report-writing work, analysis, don't need access to some things.  The information they need is a case-by-case basis and dependent on how often they telework.

Telework coordinators also provided some information on IT security related to telework
· Most departments use firewalls, passwords, and virus software

· Some departments use Secure ID tokens

· Most telework coordinators think this level of security would be sufficient for an expanded program, but defer the question to IT

Telework coordinators indicated that in large part, budgetary issues are not a significant constraint to telework
· For the most part, budget is not really an issue; although, some smaller organizations may be more challenged by the budget than larger organizations

· We're very centralized; already had large pot of laptops available (wasn't that we purchased laptops for telework, but using systems to support mission); OIT is looking into new technology and support needs; what's needed is more overall coordination to project telework budget and impacts

· No real budget issues - we have a lot of surplus equipment and we allow people to use their own equipment.  However, this is not the case across the entire department.  Other bureaus have said that this is an issue for them - they might have a smaller budget, less surplus equipment, etc.

· When we promulgated policy, we promulgated it on cost-neutral basis; the fact that local offices have to provide tokens, equipment, and services is up to them - could be limiting for cash-poor organizations

· Most organizations try to work around budget issues; though many organizations have concerns around who pays for the telework centers

· Many organizations create work arounds to enable people to telework using the equipment and budgets that they do have available.  Other organizations use it as an excuse and decide that if they can't purchase equipment for everyone, then nobody can telework.  That way everybody is being treated "fairly".

· There are some issues with telework centers - debate over who pays for it

Participants indicated that most budgetary and process decisions related to telework are made at the local levels
· The process for obtaining equipment and other technology needs is between the employee and the supervisor at the local organization level.

· That is left up to the teleworker and supervisor - they decide what equipment is necessary, what the teleworker has, what needs to be purchased

· Strictly between employee and supervisor

· In some departments, the CIO's office tracks equipment

· There is no significant role for the Telework Coordinator regarding budget or IT

· There is no role for the telework coordinator - only goes up the chain as far as needed to get equipment.

· Decisions related to what can be purchased are dependent on IT and organizational level support and purchases are funded at the organizational level

Telework coordinators discussed the history of telework within their organizations… 
· Participation numbers have gradually increased in most agencies - formalizing policy, active marketing efforts, and training have contributed to this growth

· Participation rates are hovering around 23-27% - we have issues with definitions of eligibility.  There have been incremental increases for the most part (one by one employee).  When an organization or region develops policy with unique component, then you see large jumps in teleworkers.

· There has been a policy in place since 1995.  We've done quite a bit in marketing, training, etc. to promote the policy.  We've kept the policy flexible so that different organizations could tailor it to fit their organizations.

· Some telework programs have a narrow focus and have not been widely promoted, which has limited the growth in participation numbers

· Our component’s telework program is small because it was focused on medical or hardship situation (usually only 30-40 people at one time).  We are looking to broaden it.

· My department had a flexiplace plan for years, but it was never used; it used to be on an ad-hoc basis.

… as well as recent trends in participation
· Union support and negotiated bargaining agreements have helped push the growth of telework in some agencies

· For the last three years, we've had a telework policy negotiated under the collective bargaining agreement and we've tried to go whole hog and get right into it.   We've been impressed to see how quickly participation has increased.

· Our agency has had a flexiplace program since 1996.  Our union is supportive of telework and for everyone to have benefit; we negotiated policy with union and applied it to everyone.  The union has helped publicize it for bargaining unit employees (over 60% of organization).

· Congressional and legislative attention have led to more organizational support for telework programs and an increase in participation numbers

· The policy here was developed for jobs that are portable, but mostly utilized by people with medical situations.  Push from Congress precipitated an increase in approvals for employees to telework and an increase in telework numbers.

· Until recently, our program was mostly for hardship and not really looked at as benefit to the agency.  But with Congressman Wolf's push and the President's push for energy conservation, it's more of an issue – the agency has said "yes it is a reasonable schedule that you can allow. “

· One agency with a dramatic increase in participation notes that they already had the technology in place to support the telework program, as well as management support

· Our numbers of core teleworkers have about doubled since last year – this is attributed to publicity, top management support, and having few technological issues to overcome

The need for clarity around definitions and eligibility determination were identified as the most challenging policy areas
· The need for clarity in the OPM definitions related to telework is a major policy issue

· There are constantly changing definitions by OPM - once per week vs. pay periods, duty stations, travel expenses

· Reporting requirements on fiscal year/calendar year/accounting year - definitions allow for too much wiggle room

· We need to make sure that as we think about expanding program we come up with an agreement that covers all the bases; a lot of times we're trying to get clear definitions; we need to tighten what we have and educate our supervisors and employees

· Eligibility determination is a major policy issue; in the culture of entitlement, managers are concerned that if they allow telework for one employee, they must allow all to telework

· Eligibility is a big issue.  We have resisted specifying which job series are eligible, since different offices may have different situations with the same job series.  Eligibility requirements really come down to security and equipment availability.

· Approval process has been a key policy area.  If the first line supervisor denies the telework request, the employee can appeal that decision to the 2nd line supervisor (true for 3 agencies but not 1 agency participating).  All agencies - supervisor must provide a written explanation about why the request was denied.

· Title V says they have to treat all employees the same; managers perceive that if one person can telework, all must be able to; managers allow an employee to telework but don't report it; managers may say no one can to avoid having the one troublemaker telework; issue of performance - burden of proof for canceling telework option

Management resistance and Congressional measures were also cited as challenges by the telework coordinators
· Policy issues are not considered a major barrier, rather management resistance and other cultural issues are seen as more difficult hurdles to telework

· No policy barriers, but a cultural issue; need a methodology to supervise employees in telework situation; need to get over managing employees who are not in sight; once that is accomplished, it will be easier to deal with; it is a training issue

· The main issue was just getting the policy written and making sure it didn't offend everybody

· Telework coordinators indicated that Congressman Wolf's approach of withholding funding from some organizations who do not comply with telework mandates is perceived to focus too much on numbers, ignore the legitimacy of ad-hoc telework, and may lead to mis-reporting of participation numbers; an incentive program would yield more positive results and enable a greater focus on the telework business case

· I can't think of any policies that are barriers to telework; government-wide policies (Congressman Wolf's threats) are somewhat troublesome - would rather see carrot instead of sword; not counting ad hoc telework is troublesome because they often become core teleworkers; situational telework is an important part of the program

· It is wrong to assume that all eligible employees will ever be core teleworkers; we need to count ad hoc teleworkers.  Some offices need to have people in the office, some programs get people off the street (AWS), need to make sure there are enough people in the office to get the work done; need to make sound business case - heavy burden on organization; promote user groups for supporting managers/employees

Telework coordinators identified changes that would be necessary to support an expanded telework program
· Agencies would primarily need to enhance technology-related policies (e.g., expand help desk, standardize teleworker equipment and/or policies on use of personally owned equipment)

· We would like to see standardization of IT

· We would need to increase help desk capacity; could expand; most employees have a home computer and access to broadband

· I agree – on the IT side of it; I don't see any other impact per se; everyone will have their own equipment.  I don't see us having to go out to purchase equipment

· Greater communication across groups would be needed

· A tight relationship between telework and IT would be good

· Maybe what the policies need to do is encourage set up of user groups (agency-wide, not just HR) - to allow teleworkers and managers to talk through issues; 

· We need to go into more of a planning mode and have all players ready to face telework issues down the road (COOP, real estate, living expenses); need to think strategically and increase coordination across agency

· Organizational and program management issues, such as office coverage, would become more of an issue

· I think we would need to enhance the policy on educating teleworkers and managers about the program.  For example, ensuring office coverage can be difficult if many employees are teleworking one day a week.  Combine that with AWS and other issues, it can be very difficult

Telework coordinators provided valuable insights into the current availability of training related to telework, as well as areas for potential training opportunities
· Organizations do not provide specific technical training for teleworkers; however, many teleworkers receive instruction on how to use some of the equipment (e.g., tokens) and all teleworkers have access to help desk assistance

· In order to use security token, you receive instructions and can call help desk for token access problems; new hires are given security training, but not limited to teleworkers; have to follow through on certificates (policy, technology issues, etc)

· The Help Desk/IT support is always available to help us if we need it when we're teleworking

· Many organizations see the need for training on the technologies and techniques that will help teleworkers work more effectively remotely and help supervisors manage remote workers more effectively

· In our policy, we're working towards getting management training.  The issue of helping managers manage performance remotely is a big topic.

· In the future, we envision a webcast as a mandatory training, and following up with periodic briefings.  The major topic will be remote management, and management by results or objectives.  I think this would ease some of the resentment and resistance to telework.

· There may be a need to have more training on virtual teaming, or interacting by more than email.  For example, a portal, or shared space for document editing.  Our organization is not savvy enough at this point to really take full advantage of all the tools that are out there to enhance the effectiveness of telework.

Telework coordinators also discussed the need for increased collaboration and coordination with OCIO, OCFO, and other groups in the organization
· Collaboration and coordination generally occurs when needed, but more regular and proactive coordination between groups is necessary to really move the telework program forward

· We don't have regular collaboration, more by exception when there is an issue or individual situation; if there was a big major change in the program, we may talk to agency CIO about expanding or procurement, but we haven't done that so far because the refocusing is just starting and those issues haven't arisen yet; we respond more to problems than relooking at a new way of supporting telework.

· Up to this point, collaboration has been more on an as-needed basis.  But we know that more collaboration will be needed in the future, now more than ever.  We have a plan to increase coordination and collaboration in the future.  For example, we are planning to revise the policy and we have been coordinating more frequently with the CIO's office lately to discuss that.

· One of the disconnects in our agency is that we have silos - IT, budget, telework policy.  And they don't talk to each other.  I have never been asked to provide input about the IT strategic plan.  There are a few people in the IT area that are supportive of telework, but they have not been able to get it up to the level of being in the strategic plan.  We really need to improve communication across these areas to be able to really move telework forward in the department.

CIO Interview Findings

· For most organizations technology costs are not a barrier to increasing telework, but for those organizations that have not yet started investing in infrastructure that is conducive to telework, the costs will slow the process of scaling up the number of teleworkers particularly if the organization would be required to provide teleworker home equipment

· Few if any organizations have a separate budget line item for telework technology

· Telework is typically funded at the bureau (not the departmental) level.  As a result, costs are incremental and tend to be “off the radar” of department budgets

· The purchase of new laptops for teleworkers is the primary cost driver due to expenses associated with the initial acquisition, annual maintenance, and refresh cycle.

· Manager resistance to telework continues to slow the deployment of telework friendly technology

· For some organizations security has a significant impact on the eligibility to telework and the technology required to telework while for other organizations security has little impact on telework eligibility or technology deployed to support telework

· Some organizations felt that standardized equipment is needed if telework is scaled up to be able to effectively manage and troubleshoot equipment and software

· Some teleworkers use their own computers at home.  Some are required to use their own computers and some are required to not use personal equipment

· Some teleworkers are provided equipment that is principally used to support mobile workers or equipment that was replaced by current equipment in the office

· There is increasing interest in the use of common access card readers on all organization user computers to provide stronger user authentication.  A common federal access card is mandated by HSPD-12

· Some organizations are providing laptop computers for contingency situations, which can also be used for telework

· Some organizations have license agreements with vendors such as Microsoft that allow them to provide their staff a copy of office software for their home use

· Telework technology costs are impacted by union agreements specifying what costs will be incurred by the organization and what costs are to be borne by those that wish to telework

· While teleworkers can take advantage of organization provided services like the help desk, teleconference services, and the enterprise connection to the Internet teleworkers usually have to provide their own broadband or dial-up connections to the Internet

· One organization was in the process of establishing a direct relationship with broadband providers, so that teleworkers were provided premium service and so the organization could be directly billed for the service

· A few organizations were supplying a 2nd telephone line, so the teleworker could use the telephone while being connected to the organization over dial-up on the other telephone line

· Most organizations’ help desks were available to the teleworker and were becoming increasingly educated about supporting teleworkers

· Audio teleconference services were available to most teleworkers

· Most organizations are providing mobile communications facilities to at least some of their staff to facilitate communications with staff regardless of their location

· Teleworkers may slightly increase the concurrent license fees for virtual private network security, but otherwise use existing facilities

· Currently telework generates only marginal to insignificant traffic impact on office routers, hubs, and servers

· Telework is being enabled across government as agencies modernize their enterprise IT infrastructures

· Technologies already deployed such as web-based apps, Blackberry devices, laptops, and remote email access, allow for increased telework without additional costs

· Many organizations have not automated their administrative processes or have applications that can not be accessed remotely making telework difficult for staff

· Applications are increasingly web based facilitating remote access

· Teleworkers utilize the organization’s existing enterprise equipment and services such virtual private network services, applications, and terminal services.

· Because teleworkers usually employ enterprise resources that are used by the whole organization teleworkers typically introduce insignificant additional cost due to their use of these resources

· Technologies used frequently by teleworkers include terminal servers, virtual private network security devices, laptops/desk computers, firewalls, encryption of data communications, PKI, audio bridges, mobile telephones, personal digital assistants, broadband communications, and dial-up telephone capabilities

Telework Issues

· What are the expectations for support of workers with disabilities and what technology needs to be deployed to accommodate their special needs?

· Are there FOIA issues associated with telework?

· How does the organization deploy telework in a way that is equitable to all staff and takes into account cultural differences?

· How does one measure the productivity of teleworkers?

· What training is needed for supervisors, so they can manage teleworkers effectively?

· How do organizations obtain the support they need to fund the technology infrastructure needed to better support telework?

Appendix B:  Program management office guidance

See attached PowerPoint document – Program Management Office 
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